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Personal Computer Support Method 

[Abstract] 

PROBLEM TO BE SOLVED: A personal computer support method is 
provided, which is capable of coping with the maintenance service for a 
personal computer assembled with devices from multiple manufacturers (multi- 
vender system). Such maintenance service has been difficult to be coped with 
by a single manufacture and sales company, and also coping with any request 
of a user at all times. 

SOLUTION: This method is provided with a service car (3) for making an 
engineer move, a call center (1) for receiving communication from the user (2a) 
of a personal computer (2b) 24 hours throughout the year, giving advice to the 
user (2a) corresponding to the communication, giving an instruction to the 
service car (3) and making the engineer go to the user (2a) ? and a technical 
center (4) for receiving the personal computer (2b) which the engineer has not 
yet repaired. 

[Claims] 

1. A personal computer support method, comprising: 

a customer ID confirming step in which a customer database is searched 
based on the identification number concerned, and the system configuration of 
the personal computer of the customer concerned is grasped while obtaining 
the identification number as a member from a customer; 

a situation confirming step in which the situation of a trouble is confirmed 
from a personal computer user; 

a measure advising step in which a history-of-failures database is 
searched based on said grasped system configuration, symptoms, causes, and 
measures associated with each model of personal computer are indicated, and 
advices on the measures corresponding to the situation of said trouble are given 
to a customer; 

an engineer selection step in which the optimal engineer from two or 
more engineers is selected based on the distance to a customer and the schedule 
when the personal computer has not been restored by said measures; and 

a step in which commands and information are transmitted to the selected 
engineer. 

2. A personal computer support method as claimed in Claim 1, wherein 
said history-of-failures database records a history-of-failures covering a 
combination of devices from different vendors, so that a cause of fault can be 
presumed even when the personal computer system is a combination of devices 
from two or more vendors. 

3. A personal computer support method as claimed in Claim 1, wherein 
the commands and information transmitted to said selected engineer comprise 
the direction of "making a visit to a personal computer user", the personal 
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computer user's name, the telephone number, the address, the route, the system 
configuration, the symptoms, the past history of failures, and the similar cases 
in other systems. 

4. A personal computer support method as claimed in Claim 1, wherein 
said selected engineer offers an instruction service during which the user was 
taught how to operate the machine and software. 

5. A personal computer support method as claimed in Claim 1, wherein 
said selected engineer offers a setting service during which the setting of the 
newly bought personal computer is carried out. 

6. A personal computer support method as claimed in Claim 1, wherein 
said selected engineer offers virus vaccine service during which is checked 
whether the personal computer polluted by viruses, and the found viruses are 
eliminated while checking. 

[0001] 

[Field of the Invention] 

This invention relates to a personal computer support method for offering 
service of trouble removal etc. according to a demand of the user of a personal 
computer. 
[0002] 

[Description of the Prior Art] 

Since its performance improves and the outstanding software is offered, a 
personal computer is being widely used for business as well as for hobbies. As 
for the personal computer, few special maintenance contracts are made as have 
been signed for large-sized general-purpose computers, etc. Therefore, when 
noubles, such as failures, occur, the user of a personal computer himself 
contacted the hardware manufacturer or the software manufacturer, and carried 
there the personal computer directly. 
[0003] 

[Problem(s) to be Solved by the Invention! 

In recent years, personal computers have been spreading quickly also in 
our country, moreover, it has become natural that the main body and peripheral 
devices of a personal computer are from different manufactures. Although it 
has been a common sense so far that to provide the maintenance service for its 
products is the manufacturer's responsibility, when a personal computer came 
to be consisted of two or more manufacturers' devices, the conventional one- 
maker-based maintenance service could not cope with the repairing of such a 
machine as was assembled with products from multiple companies (multi- 
vendor system), which caused inconvenience to a user after all. An additional 
inconvenience was that the service provision time zone was restricted. 
[0004] 

The purpose of the present invention is to solve this technical problem, 
and provide a persona) computer support method that can always respond to a 
multi-vendor system and meet the demand of a user. 
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[0005] 

[Means for Solving the Problem] 

The personal computer support method concerning this invention is such 
an method as comprises a customer ID confirming step in which a customer 
database is searched based on the identification number concerned, and the 
system configuration of the personal computer of the customer concerned is 
grasped while obtaining the identification number as a member from a 
customer; a situation confirming step in which the situation of a trouble is 
confirmed from a personal computer user; a measure advising step in which a 
histoiy-of-failures database is searched based on said grasped system 
configuration, symptoms, causes, and measures associated with each model of 
personal computer are indicated, and advices on the measures corresponding to 
the situation of said trouble are given to a customer; an engineer selection step 
in which the optimal engineer from two or more engineers is selected based on 
the distance to a customer and the schedule when the personal computer has 
not been restored by said measures; and a step in which commands and 
information are transmitted to the selected engineer. 
[0006] 

Preferably, said history-of-failures database records a history-of-failures 
covering a combination of devices from different vendors, so that a cause of 
fault can be presumed even when the personal computer system is a 
combination of devices from two or more vendors. 
[0007] 

Preferably, the commands and information transmitted to said selected 
engineer comprise the direction of "making a visit to a personal computer user", 
the personal computer user's name, the telephone number, the address, the route, 
the system configuration, the symptoms, the past history of failures, and the 
similar cases in other systems. 
[0008] 

Preferably, said selected engineer offers an instruction service during 
which the user was taught how to operate the machine and software. 
[0009] 

Preferably, said selected engineer offers a setting service during which the 
setting of the newly bought personal computer is caixied out. 
[0010] 

Preferably, said selected engineer offers virus vaccine service during 
which is checked whether the personal computer polluted by viruses, and the 
found viruses are eliminated while checking. 
[0011] 

[Mode of Carrying Out the Present Invention) 
Embodiment I of this invention 

This embodiment is explained with reference to its accompanying 
drawings. Figure 1 is the schematic diagram of the whole system concerning 
this embodiment. In this diagram, the call center 1, the personal computer user 
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2 and the service car 3 are mutually connected by the telephone line or the 
communication line. In the call center 1 there is an operator la on duty 24 
hours a day, 365 days a year, waiting for the call from any personal computer 
user 2a which is a member. The personal computer user 2a calls operator la by 
telephone 2c, when his own personal computer breaks down or he does not 
know how to operate anyhow. The operator la pumps the situation of the 
personal computer 2b out of the personal computer user 2a and directs a 
suitable measure. This processing will be explained in full detail later. The 
operator la will issue a command to a service car 3 based on the information 
from the terminal unit lb ; if he judges that it is difficult to give advice orally by 
the telephone. The engineer of a service car 3 goes to the personal computer 
user 2a directly. The engineer fixes the user ! s personal computer 2b, or teaches 
the personal computer user 2a how to operate. When the engineer cannot fix on 
the spot, all or a part of the personal computer 2bs are put on the service car 3, 
and carried to the technical center 4. The personal computer 2b is fixed in the 
technical center 4. 
[0012] 

Figure 2 outlines the relations between a call center 1 and the end user 2. 
According to this drawing, the end user 2 calls a nearby call center 1 directly. 
When connecting with a service car 3, a call center 1 connects through a 
suitable service station near the user 2. The call centers are located in Sapporo, 
Sendai, Tokyo, Nagoya, Osaka, Hiroshima^ Kyushu, Niigata, Kanazawa, 
Takamatsu, and Okinawa. Moreover, the service stations where engineers 
reside are arranged in approximately 200 places all over the country, such as 
Sapporo, Sendai, Tokyo, Nagoya, Osaka, Hiroshima, Kyushu, and others. 
[0013] 

Figure 3 is the functional block diagram of terminal unit lb of a call center 
1. As shown in this drawing, the keyboard 11 as a input means, CRT 1 3 as a 
display means, the customer database 14, the history-of-failure database I5 : 
and the stock control database 16 are connected to CPU12. Moreover, CPU12 
sends the command information to an engineer while receiving information 
from the engineer The operation of the terminal unit in Figure 3 will be 
described later. 
[0014] 

Figure 4 is the flow chart of the processing performed by using terminal 
unit lb. The details of this processing will be given later. 
[0015] 

Figure 5 - Figure 7 are the examples of the contents of a customer 
database 14, the history-of-failure database 15, and the stock control database 
[0016] 

A system of the embodiment 1 of this invention is such a system as 
corresponds to all the troubles of a personal computer in a membership system. 
In this system, there is a database corresponding to multiple vendors, therefore, 
repair of any personal computers can be coped with, regardless of its 
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manufacturer or model. Moreover, since all calls are received in a call center 1, 
the system is kept responsive at any time. 24 hours a day, 365 days a year. 
Moreover, since operator la checks a work content beforehand, efficient 
correspondence is possible. This system is called JACOM JAPAN 
FIELDWORK (abbreviated as J-JAF (TM) or JACOM JAF (TM)). 
[0017] 

Next the operation of this system is explained. First, a telephone call from 
a member goes to a call center 1. The setting up of such a call center 1 is to 
take advantage of professional operator's correspondence to raise a customer's 
satisfaction level. The call center 1 is under the control of the headquarters. So 
it is grasping exactly a user's current situation and is able to judge whether an 
engineer is to be mobilized to go to the site of the most troublesome situation 
according to trouble calls. Sometimes, the user may get impatient for a certain 
reason, and situation explanation may not be pointless at all depending on the 
case. Therefore, in a call center, a user is made calmed down and telephone 
talks which often tend to become long are well summarized into key points for 
being conveyed to a service station. Call centers I are located in many places, 
and a customer may just make a telephone call to a nearby center. 
(0018) 

As shown in the flow chart of Figure 4, an operator first checks a 
customer's identification number (lD)(Step SI). This step is necessary because 
this system is based on a membership system. During this step the customer 
database 14, as shown in Figure 3, is searched to acquire required information. 
For example, if the Customer ID "1234" comes out, such customer information 
will be read as the maker of the main body, the maker of peripheral devices, the 
maker of the installed software, the customer's address, the contact person, and 
the route to the customer's house. 
[0019] 

Next, the operator investigates the situation from the personal computer 
user (Step S2), for example, to find out whether the power source of a personal 
computer is turned on, to see which function works and which fails, and to 
grasp the situation of peripheral devices. By the way, since Customer ID is 
checked at the step SI, the system configuration is already known. CPU12 uses 
this system configuration as a key to search the history-of-failure database 15. 
Then, symptoms, causes and measures are shown for each model as indicated 
in Figure 6, and the operator can know the cause and measure corresponding to 
the symptom. For example, the corresponding measure is instructed when it is 
thought that the main body from company A broke down. When it is not 
known that which hardware broke down, advice can also be given in the order 
of high possibility. As described above, a customer's system configuration can 
be known by using Customer 1D 5 and suitable advice can be quickly given after 
searching a history-of-failure database (Step S3). 
[0020] 
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In addition, although an explanation has been made by taking the case of 
hardware as an example, the same explanation applies to software as well. For 
example, if it is a trouble in the word-processing software of Company X, it is 
still possible to follow suitable advice by searching out the corresponding 
history of failure from the history-of-failure database 15. 
[0021] 

Moreover, since the history-of-failure database 15 has a history of failure 
including the combination of different vendors like Company A and Company 
B, as indicated in the bottom column in Figure 6, it has become of multi- 
vendor-conrespondence. Even when the system is a combination of various 
devices, a cause for a fault can be presumed and a suitable measure can be 
advised. 
[0022) 

Next the operator judges whether a computer restored or not (Step S4). A 
personal computer user is contacted, being asked to act on one or more advised 
measures. The computer may be or may not be restored after acting on the 
advice. If it can not be restored for a long duration, the user will be burdened a 
lot. Then, if a computer does not restore after 3 minutes*' talk, for example, an 
engineer should be arranged to take a business trip (Steps S5 and S6). 
[0023] 

Since two or more engineers are arranged, an operator selects the optimal 
engineer among them(Step S5). This selection is made in terms of the distance 
between an engineer and a user, and an engineer's schedule. For example, 
although a engineer who is nearest the a user is chosen, when his schedule is 
full, for the engineer for the time being is engaged in service for other users, 
other comparatively near engineers are chosen. Moreover, this processing can 
also be executed by CPU 12 automatically according to the engineer 
information in Figure 3. In engineer information are contained the arrangement 
of an engineer, his activity situation, and his activity schedule. 
[0024] 

Next, an operator conveys a command and information, for example, with 
a cellular phone to the selected engineer. In this command and information are 
included the direction of "making a visit to a personal computer user", that 
personal computer user's name, his telephone number, his address, the route, 
the system configuration, the symptom, the past history of failure, and similar 
cases in other system, etc. Such information is easy to obtain by searching a 
customer database 14 and the history-of-failure database 15. Moreover, this 
processing can also be automatically executed by CPU 12. For example, when 
the engineer has an information terminal, these commands and information can 
be quickly and reliably transmitted to this information terminal. Moreover, an 
operator's activity burden can also be mitigated. The engineer who has received 
this command and information goes to visit a personal computer user directly 
[0025] 
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An engineer comes to fix a personal computer at user's house. If repairing 
of a part is failed at the site, the part will be carried to the technical center 4, 
where it will be fixed. When the engineer has an information terminal, a more 
prompt response action is possible by transmitting the information beforehand 
to the technical center 4 directly or through a call center 1. Moreover, when 
CPU12 searches the stock control database 16 based on the information, and 
the technical center 4 knows whether components are in stock or not; if in stock, 
it is also possible to order the components automatically. 
[0026] 

Moreover, since information, such as the number of orders of the 
components so far and an ordering period are accumulated in the stock control 
database 16, the statistical data on which manufacturer's which type of 
components that are easy to fail are obtained. Therefore, suitable stock control 
can be performed according to the failure incidence, and various kinds of 
information can also be offered to a user. 
[0027] 

Moreover, the following services can also be offered by this system. 

- Instruction service 

It is the service during which the user was taught as desired how to 
operate the machine and software. 

- Cleaning service 

It is the service during which dust on the hardware is cleaned. 

- Setting service 

It is the service during which the setting of the newly bought personal 
computer is carried out. 

- Installation service 

It is the service during which software of the newly bought personal 
computer is installed. 

- Virus vaccine service 

It is the service during which is checked whether the personal computer 
polluted by viruses, and the found viruses are eliminated while checking. 

- Data recovery service 

It is the service during which the data of a crashed hard disk is recovered. 

- Overhaul service 

It is the service during which various devices are overhauled. 

- Upgrade service 

It is the service during which the system having specialized processor or 
peripheral devices added are updated. 

- Rental service 

It is the service during which a personal computer is rented as a substitute. 

- Peripheral-device repair service 

It is the service during which a peripheral device is checked and repaired. 
[0028] 
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In addition, CPU12 may be configured to perform accounting service. 
CPU 12 performs accounting based on the data sent from an engineer's 
information terminal, or the data on the contents of service which the operator 
inputted according to the communication with the cellular phone. For example, 
if hardware or software fails, it will be charged at a cheap price according a 
special tariff for components. On the other hand, the trouble caused by human 
being's mistakes is separated from failure of a device itself, the price for such 
trouble removal being covered by another tariff. Having service charges fixed 
separately is appropriate, because usually troubles are due to user's simple 
operation mistake or connection mistake. Consequently, a member is allowed 
to pay a relatively cheap price. After all, the price for trouble-shooting service 
other than charged hardware repairs is higher than the free service of hardware 
repair. Tn addition, this accounting can be performed quickly and reliably by 
means of having a member's ID and credit card associated. 
[0029] 

Embodiment 2 of this invention 

In context of the embodiment 1 according to this invention, an operator 
advises the measure and issues the command to the engineer by operating the 
terminal It is possible to make the processing performed by an operator to be 
executed by CPU. By this, since an operator becomes unnecessary, or only is 
needed the least conversation as required, which burdens the operator little. 
[0030] 

For example, if a user has an IC card in which the information about an 
information terminal and a user's ID, a system configuration, etc. was 
memorized beforehand, and the IC card is used while a user calls a call center, 
the customer ID check step can be automated. 
[0031] 

Moreover, a situation confirming step can be automated by connecting an 
information terminal to a user's personal computer and collecting the situations 
of a personal computer at an information terminal, and communicating with a 
call center. 
[0032] 

Moreover, by using CPU to search a database, it is also possible to offer 
measure advice according to a situation automatically, and to transmit a 
command to an engineer automatically 
[0033] 

Various modification is possible for this invention within the limits of 
invention indicated by the claims, without being limited to the embodiment of 
the above operation, and it cannot be overemphasized that it is that by which 
they are also included within the limits of this invention 
[0034] 

(Effect of the Invention] 

As mentioned above, since according to this invention in the command 
office is provided a customer database where information can be searched for 
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based on the identification number from a user as a member, and which stores 
data about the hardware configuration for each user, the software configuration, 
the address, the contact and the route, exact directions corresponding 
appropriately to each user can be issued to an engineer. Moreover, since the 
history-of-failure database is provided which stores a history of failure in an 
order of high possibility of the measures corresponding to said hardware 
configuration and said software configuration, suitable pieces of advice can be 
offered quickly. Moreover, since a stock control database is provided where an 
inventory of said components in a repair station is managed according to 
statistical data on the failure incidence obtained based on the information about 
the accumulated number of orders of the components so far and the ordering 
period, varieties of information can also be offered to a user while being able to 
perform suitable stock control according to the failure incidence. 
[0035] 

Moreover, according to this invention, a user is provided with a IC card 
which memorizes in beforehand the IDs of the information terminal connected 
to the user's personal computer and the user, and the system configuration, and 
said command office obtains the situation of the trouble of the user's personal 
computer acquired by means of said information terminal which collects the 
situations of the personal computer concerned while obtaining the 
identification number by being contacted with said IC card of the user, thereby, 
the processing can be automated and an operator's burden can be mitigated. 

[Brief Description of Figures) 

Fig. 1 is a schematic drawing showing the general configuration of a 
personal computer support system in accordance with Embodiment 1 of the 
present invention. 

Fig. 2 is a schematic drawing for explaining a personal computer support 
system in accordance with Embodiment I of the present invention. 

Fig. 3 is a block diagram showing the function of a terminal in a call 
center of a personal computer support system in accordance with Embodiment 
I of the present invention . 

Fig. 4 is a flow chart showing the processing of a call center of a personal 
computer support system in accordance with Embodiment 1 of the present 
invention. 

Fig. 5 shows an example of contents of the customer database at the call 
center's terminal of a personal computer support system in accordance with 
Embodiment 1 of the present invention. 

Fig. 6 shows an example of contents of the history-of-failure database at 
the call center's terminal of a personal computer support system in accordance 
with Embodiment 1 of the present invention. 

Fig. 7 shows an example of contents of the stock control database at the 
call center's terminal of a personal computer support system in accordance 
with Embodiment 1 of the present invention. 
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[Symbol List] 

I Call center 
la Operator 
lb Terminal 
2a User 

2b Personal computer 

2c Telephone 

3 Service car 

4 Technical center 

I I Keyboard 

12 CPU 

13 CRT 

14 Customer database 
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Fig. 3 

1 Engineer information 

2 Command information 
1 1 Keyboard 

1 4 Customer database 

15 History-of-failure database 

1 6 Stock control database 



Fig. 4 
Start 

S 1 :. Confirming the customer ID 
S2: Confirming the situation 
S3: Giving measure advice 
S4: Restored ? 
S5: Selecting an engineer 
S6; Issuing a command 
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